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Commissioner Bob Stump
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Commissioner Tom Forese
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Residential Customer Education and Transition Plan
Arizona Public Service Company 2016 Rate Review
Docket No. E-01345A-16-0036 and Docket No. E-01345A-16-0123

Dear Chairman and Commissioners:

As you know, APS has proposed to expand the application of rates with peak usage
(demand) to most residential customers in its currently pending 2015 test year rate
review. In an effort to facilitate outreach, awareness, and to create a smooth process
for our customers, the Company has developed a comprehensive residential customer
education and transition plan, which is included as part of this letter. This plan was
presented to parties at the Company's third rate review technical conference on
September 29, 2016.

APS believes that input and feedback from a variety of viewpoints and experiences is
critical in crafting an effective education and transition plan. With that in mind, APS
would like to create an open dialogue with all interested parties and invites you, along
with Commission Staff, interveners and other stakeholders, to provide comments and
feedback on the APS proposals in this docket. A description and narrative discussing
the plan along with the presentation from the technical conference is attached here for
your convenience.

The Company welcomes any comments, reactions, and feedback to our Education and
Transition Plan and would appreciate input on any of the following questions:

RE:

What are the key principles of an effective education plan? Specihca//y,

what reactions do you have to the proposed Phases outlined on S//des 17-

27 of the attached plan ?
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•

Ha v e you  seen  examp les  o f  educa t ion  p lans  tha t  have  been  execu ted we/i?

This  may Inc /ude indus tr ies  outs ide o f  the  e lec tr ic  indus try .

A P S  u n d e r s t a n d s  t h a t  s o m e  c u s t o m e r s  d o  n o t  w a n t / o r  h a v e  t h e  m e a n s  t o

c o m m u n i c a t e  t h r o u g h  t e c h n o l o g y  ( e m a i l ,  a p p s ,  t e x t  a l e r t s ,  e t c . ) . As

ou t l ined  in  s l ide  12 ,  APS is  engaged in  the  communi ty  th rough  open  houses ,

home shows  and  commun i ty  even ts .  Add i t iona l l y ,  APS w i l l  con t inue  to h a v e

cus tomer  ca r e  r ep r esen ta t i ves t h a t  c a n  a n s w e r  q u e s t i o n s  o v e r t h e  p h o n e

and  o f f i ces  wher e  cus tomer s  can  speak  w i th  a  r ep r esen ta t i ve  in  pe r son .  Do

y o u  h a v e  a n y  o th e r  r e c o mme n d a t i o n s  f o r  c o mmu n i c a t i o n  me th o d s  t h a t do

not  r e ly  on  the  use  o f  techno logy?

The  Commiss ion  has  co r r ec t l y  no ted  tha t  a  though t fu l  educa t ion  and  t r ans i t ion  p lan  i s
key  to  p r ope r l y  fac i l i ta t ing  cus tomer  awa r eness  o f  ways  to  save  on  r a tes  o f  any  type .
Y o u r  i n p u t  w i l l  h e l p  e n s u r e  t h a t  o u r  p r o p o s e d  p l a n  m a x i m i z e s  o p p o r t u n i t i e s  f o r
cus tomer  educat ion  and  awareness .

T h a n k  y o u  fo r  y o u r  c o n s id e r a t i o n  o f  t h i s  r e q u e s t .  A P S  l o o k s  fo r w a r d  to  a  r o b u s t  a n d
me a n in g fu l  c o n v e r s a t io n  r e g a r d in g  th e  Co mp a n y ' s  c u s to me r  e d u c a t io n  a n d  t r a n s i t i o n
p lan and a  fu lsome ev ident ia ry  record  in  th is  case.

Sincere ly

Stacy  L .  Ders t ine

SD/k a c

A t tac hmen ts :
S t a c y  L .  D e r s t i n e ' s  P r e s e n t a t i o n  f r o m  A P S ' s  S e p t e m b e r  2 9 ,  2 0 1 6  R a t e  C a s e
Technical  Conference
Addendum to  S tacy  L .  De r s t ine ' s  P r esen ta t ion  f r om APS 's  Sep tember  29 ,  2016
Rate Case Technical Conference

•

CC : Docket  Contro l
Par t ies of Record
Jeff  Hatch-Mi l le r
Thomas Broder ick
Ter r i  Ford





. :

g
93 c
4-1 fu
SD.
Q :
I- o
48

U)

m
=.:
u GJ
.12 TO
-EM
qJ'B
jg :
cm m
GJ
z

5 :
"-' cu

I



(5
A

. c

C
L4-1

L_ o
-I-J

u

U; C-IJ
Cs. :J

I

l_l_I Q.

mU)
G)UU
3U)
C
E
D.
G)
-1-)
m

m

.C
u
(U
G)L
4-J
:s
o

'U
C
O
>~
G)
no
'U
C
m

G)

O
-I-l m O

m -IJ

ro >
ow O

mm
G)
G)
(U
3
<

C
O
E
U)
C
93
| -

C
o
IE
m
C
£8

| -

>~L

a.
GJ

-I-J
C
G):_L
: J

U

m
8
'5
o

o>~34-1
G) 3
Q E
_ E

o
U u
f0 'UfoG)cm

Q 3 M L.

o m
c . 8 " ' *
m i 4"

--EG)'U 0 q_)

E _ c m' cu m

m 8
3 5.

W w w
B E E
U O

c-°"<3'a'»
r u O L J L )
G)

U
I I i

u -
O
U)
G.)
U)
Ru
. c
Q..

m
I i s

(U
E
E
: J

U')

cm

e 9 Q s



o
o
of
Q
o
'LD-

m

N
r i

1/>

of
o
OO
Q
o
'LD-

m
|\
N
v i

f n

Lm

<r
m
Q

m
t o
Q

o
o
of
Q
o
'Lh-
LD
v'l
Lm
FT
o
'UW-

of
o
of
Q
om
LD
1-1
Lm
"I
om

Lm

<r
Lm
Q
U3-

m

m
Q
um

GJ
C
o
Z3 344

o
*Q
Lo
m

3
44

o
<2
of
-(f).

G)
E~;E--
3 3
"E344
< 3
S m
*R-lG e
*man

q-
N
-Vt).

Lm.
<rvi
m

q-
N
an

W'no ~.no upno

q-
N
m
o
H
o
<n

<r
N
m
o
\-I
o
m

ofFl
m

*_
To
Em
mL
.I.lxl.u



U)>~»
ro
'O
X
m
a>
3
C
O

E
Q.
op
E
Q.
N)W

m

3
o

. c

. x
m
m

9-
c
o
m
c
' :
3
'c
m
>
m
m

o
m
>»
(5
3
M



a»'3>8'tB'
m 2-
U)

>
»-»89::5am

cal

` GJ
:E
. c
(D 8 °8

"cy>gr:mm
5
=
=
-u
g :

8
o

G)av.\d
o
u

m
>
m
cm
'0

a. U)

G)
E
o
4-1
m:Ju

m
4.
ea
us
um
N
-IJ
m

mx.
G)
E
O4-1
m
3
U
u
x .

mx.
G)
E
O-1-1
U)
3
U

so
: a:
o Eu c
V u8 :
.n u
m>:

GJ
3 ':

E
w

E
8m
u
L
o

m
'0

Eui l l
U)

GJ
m
5

q .
o
GJ

go :su u
Ia asI:o o

G)

44
O
of
<r

|-

I.q.
us

,1-1
|.
m
-IJ
m
-IJ

.pa

Lm
<r

'0
c
m
E
o
u
.c

3
q)
m:

G)

|-

'c

mx.
G)
E
o-IJ
m
:s
U

o
N
1-1

88 E
m o
=.:
'E m
4-1 u

Ru GJ
,1,1

8G)
L  x
u GJ

+7
:=

m
: _

..<2
>~

cm u
-_  c
UIQ)
Q) 3
-I-lRu D'» 8*§',u_

4-181:
G) .81 Q
C  m

m  u
L G) 3
8 2 |-
G)
o • •

1 . C

;
,1-1:
GJ
EmG)
no
C
o

E

GJ
u

G)
L
4)
Q . 1-1

2

o©N
2

E
E
m

m

N

-5 (G

C E(5
U) G)
3 'U
O 17> I
3 ea

QS
x

mL
cu
E
o4-1
m
:s
U



D.
<

so CO
Q u

CDS

E urn
Q E

C` up 6 E
o Q)

'u

S mN.: Q S

C'U
cy E E E

U Q

9 D CO <2 3

EU)

UGULL' e C ea

m Eu

E Q



49 lg)

,@G
c> § 0l~

'QS 5

8
4MY

§3
EE

Ii @MCD
831

88
3
§§.

ii 38 4
3

49

Q
C)

i
;
iE

£9
I!
I!8

=l gt I i
-@-"®""@-
0 *

---43P"
Q it 15 g H
"*@D-§9--@@._ . s

Is .g
3
3

-<;>-G8q

8 C)g

4 _,

(Ei._>_
4. \
h,-----\
: :
: I :
l u1¢°uuw\if1 8

.7

Ii
49 4£:14
84it

».

49
g@9
in §§

5

819

(D
49
m'

Is
3
i8

QS

<;r

@ -ii
@§;8

I I _.
ggqwn

§9
is

£ ta `@

i
I

is

ii

'a
m<

'Ucm
>~UP
0:c:G)
UIC
UI
g~iE

vsE

*-'an
. c34.»
m
c

4-»°;'
Was

3
2

a .
m
w
>
a .

w
Q.
m
4-v
_c
o
n
.c
u

o
4-1

a .

as
E
o
m
u
u -
o
m
c
.2

E
ll

1...

.

f:
_o
a
m

8
4
l~

u
=
is
=
_oa'a
g
»:

'o
g>.
W
in

U
:s

E T

mmm
5
a
a

m`
C
04.0

CG)(50
Ur:u£8

Uum
v» ~.2

Q.01£
C

<Eu

m

m

m
.c 8U)
3 q) 8

I- E 4-1
O

cu



.4
:x

.

. 1

--A

M.

I

1

~

8
Q

¢:

u

)
481

u
4.
. 3

»

O

Q)

m
U r

8
Q
o.>

`U
C
m

Q)
* o

I U),1,,1
|- 4I ~';

'u

O
u_

Q.
m

| IN
a .

g
s!
3

3

.Q

4-1

Cm
G)
:s

s..

| .

q -
H

.Q
G)

' u

m

S E

§

' U
C
m
m cm
x .an ea
8 E

o

m

U

an .§ u
O U' U1'U

U)
cu
8
4-1
N

_c

>~

==9
GJ

EE

8
G)
\_

: s8~
GJ

3 *
0

mm
u
m y q)

G)
m
ro
cm
C
G)
>~

c c 3

Q.: *" C
- c

m ow
G)

U)
m

G)
:s
.Q
o

III

653
'Ra
, n
8-8
~3>- ' 5

¢¢u
.QE
"r,_'u

Gs
IU

2 2
m >
S m
a c

U)
at : C -3
8" o m 4-1
Q. ¢Uq)G- c

'u-I-15.9
4-1

3 _g"§ Ru
3`8~g2.EE w S

¢°'/).3'¢3'u f0°)
G)-l-» Uf0-QQ)

--mu >~¢'6'¢7» 8

Q S 3 a)MNUJLUMD.

it

i

I

m
c
o
_n

<

' U
3 C

--co4/> > *_

G)= §
U m

o
~3"E~
@'U
8-0 .5 -

m

*61<8Q Ru
G)
N
<

g ...
cy
X
(U

' U

G) U) L_
o

m

c: .8 3o
GJ 'u

8 .c
m

L C .co

E

E

E



"")
7-»

G)
ow
m
c
N

Q
EQ)*Q

m
|.
G)

Q_Q
TO
1
_E
O
E
mQ
<n

,1,1
m
:s
u

D.

.c
>~

C >̀
* :

4-J an 4-1
cm m

Ru E
m

C E G)Q... 3
m
GJ
cm

m
L

2
m
'U
c
N
m
c
o

-1-1
m
u

_Q GJ

G)
UP
m
m 'U
3 G)
>~ *II

x. 8 8
G) G) q)
C Ur L

( 5 -IJ
m C

- eam6 x E fu
m > 3

O a n. O
4-v

> Ru

3
o9_'8'°

Q..c:aJ
m
88'UO
"" .1.Ir5 rB'

3"e,=,§* cu
an 8: m

m

4-J
x
G) ; U)
4" G)

Urt: .c c

cm o ETcu
G) 4-1 "5

8 :_

3 :
3 Ru3OU E
11 m mU
9) C
< (0 4-J

G)x.
. c

. c

,1,1

m
o

-IJ

N G)
-'-' 51
9110

m
D  :

nQ.cu
2
3
c
E
mD.
< e

2: 8
* s:

ea
u

o
z e

.6

3 g



at
¢*:

1".

l"J
Hz:

v

C
o
O

m
D.

o

ft

3

mN
UI
: :
q

o
E

8
>-
m
D.
<

ea
.cu

9
. c  ' U
8 o
93 wEv .
>  . c44

' D
c
m

G)
'o

q.
o

.Q
.oz
m E

mL.L
D
u
m
.c4-l
a.
8

.Hz
o

4-1
c
8U
8m L. 8
o
* o

4-v

Elf

m
o
_ |

m
co
N
r \
co

o
u.m

0)
>
2

o
ea

L
:s
o
>

>.
E'
G)
c
w

w
m

u
c3o

Q)
co

13

2
3o
z

G)
u
(0

q -
L -

G)
1l-P
_c

Q
Q.
m

. :
Q.
to
m
G)
or
m
m

LD

|-
if 82*' 84.

. z
m
ea
Q.
_m

a>

E
o
4-1
en
3

U



. Q G)

4-1
O
4-1

m
411

.cl
UP
:s
oL
.C
4-1

* GJ
C G)

m
,1,1
c

m

c * C
>~
:':.'
c:
3
E
E
OU

C u
>
m

. :
u
m
GJ
I .

4 -1 m
U) C

L l
Ru
G)
>~

G)
. c
-I-J

: s
o

. :

U)
4-* . c

-I-) -IJ
w e L

8

m

>~-IJ
f:
::

. c
u
m
GJI -
4-1

o

L -_-
Q) C
>
o

L
o

8 U)
G) 3> o_ 'E

Ru
>

U)
G)
5;
C8 3

m E
.Q g
15 u

a: c
gr 10

8 8
Q-o

uw 8
(0
C

Ru o
OWN

' c
<
U)
m
o
U
m

Q m
413
o 285 cu

3
G)

-H Im

E
a

c m x
o
U) G)
>~
M m u0. -1-1 m

~c
8: 08
4'3 > 4 . »
LD W LD.

LLo°'ro
5§ ea-- oUEEE
:0<LD

Q ) 5 1 L )
3

mE
*GE*-'

:Xw'u
l.IJ£.l.l

C'-o
o cu

3
1 'u
an w

.c
=- 8

' U
E
:J
' U
G)

. c
U
U)

U)
-I-l

C
G)
>
G)

o 8m
1-1 so
2 9
3 m
m 3
E Ru'Q <1)
Q E
L.. >
Q E
< Q.
Q.

C

U
G)
m
m
m
C
G)
m

m
D.
<

> 'o
9:

E cu
E O
o
u •

:s
u 0

c
q)
>
G)
>~
:E
:
:
E
E
ou
u
:
m
U)
3
o
.c
m
v
E
o

e

u

. :
m

|.
. :
-IJ
m
U)
G)

G)L
m



N

>o N. Q, 'u
eao .c

_ Q
H

o
Q
q
o
o
Q
R uQ

H

4-1

N "5
Q n.

. o  : J
of

| |

I

o
qq'
No
Q
o
NQ >~
° 2
wFT Iao .c
Q u. 4-QS o
o  so  o

I
8OA o

8
Qo

89
Q
-=r
c:>
Q
CD

_ Q

8
_ q
8

.Qg
8.8

.Q ;_ '
g o
a s

- Q
<r
o

[ Q
or r

ah o
m q m

Jl'\Ol.l qnea U!

a8esn *Q UO§]JOdOJd

I

LD

l' l' l'e o o
nm 9 in

Jnoq Lpea u!
a8esn to UO!UOdOJd

r
3\ x
m

r r r
° at

uw <r
anon Gaea u!

a8esn1o uo;uodo.l4

B?
w

r
82
m

-I
o
Q
<1-
N

o
qo
N

G)
m

'QOJ

o

E
8

o
q 5
8 ' u

GJ
o  . c
Q  c
N o
F l L .
o 3
Q
of
o
q
q

m
3
u

Q
Q
o

_ft
4.1

m
H
. c
um
m
s :

G)
_l-l

m
u

:J C
>~3
g E
4-1 E

O
3  u
O

. C

l'

BB
\D

r l'
X ET

m <r m
moo Gaea us

a8esn ;o uoguodo.ld

I'
8

C
Q)
79
V)

8
U')Q_
<z
M

: _

3
O G)

-1-1

fU
o 8C u
.m o
O -IJ
*" L_
4-J GJ
C  ' u
Ru
4L-j o
O C

.g
mf; Ru

O
-IJ

€)"€5
Lou
M n
>~m y
.c
-I-~.<:

n m

8
U)
CL
3

it

Q.)

G)
m
15
m

L
G)

o
Q
LD\-1 k

Q.
`U

o

o

c;
r e
1-1 Ru

P
G)
.n
C

c a
<12
o f

O
Q
vN
o
Q
oN

>N
U
ea

. c
U

o
s .
3
o Q

' u
G)
s .

_o

U)L ca
Q
qlcm

O
u
G)
fr

ow
m C

Q) cw

E 8
Q. G)
s .  E
G)
E
O
-I-J

m I -
3
U

U p
-C C
3 fu
U 45C 3

8 E
cu 9..c
'G
C r

x
MD

I' r r
X
FY)

c:>
Q
cm

Lm

2/3~CQ
8
as

4-1
m Ru

4-1

GJ

L 4-1
:JO 8

JnoLI Lpea us

a2esn *Q lJO!1JOdOJd

9

3

o



I x s z

.
!

9 ' EE5 s

u

8 .

vI s s T
II

I
I
I

353

E
E

!i it
H J

mL

i
g
8 )§;, I ¢..

to!! 3I
g
8' .-MEE 8959; 3

u
E
8

E
E
l
;...

, Q Q 3 ti!!
58138. nisei

s :
-|-;G s

m

o Ia-H _
1g O
u
E

m
4-1
N L.
' u U)

2 8
.D v m

m
G)L

o

34%
=w3
'5'°'5.°.¢==mE"
EQ"
o 15u
<mE

8'5
418m -2°-8c m

38%
D o ;

GJQ) 4-1
u
C
G)3, 3
u- C
8 L
D- of
-I-) .c
C 4-1

m ow
E C
G) 'U
5 1  L
fu
UP
C
G.)

E

jg
8
'U
C

-IJ

GJ

2m
n N

.Wu:Fecum
135'-U£109
269:L '54-I
a'.==~

: |> u

mt!"
u m m

x"€8

m
m
m
um

GJ
q.

l
u-

4-J
Q.

E
aC
C

QE:

E
QC

I

E
aC
c; C

o ' u
' o
m

OZ

.l8-<>&8-¢:1-=Q2=
--=

°Cl=°L3=
O

Q)

GJ

G)

m
1.
GJ

.C
-I-)
C G)

E 1*_,

33
>
Ev.I
_u
m
so
m

GJ
.l.l
m5
G)

1 :
o

2

`U
G)
3
o
>
E
>
L .
U
>

C

3 . 9
m
E
.2

L-C.5__
_Co

82
mi ! !

`U
32
g.3

G)'gr
GJG)

&-3""u
E 9_
m o

8aJ.°

QS
84-'.c

m2 Q.

8-0mm:
Gl u M

mGJ
°' .Z¢tt
-IJ

m C
s .

1:IIIIII1llllllllllllrlIIIIIIIIIIIIIIII

4-1
m

9 8

1ualJua8e8u3 JaLuo1sn3

C



Hi!



.:
u
m
GJ
| -
4-1
:
C
i l -

-@<

o
m
GJ
m
N

. c
Q.

\ \

m



u

gQs.

' 0

4
•

•

m
S
O
8u
8l~
s

e

Us

4.»CQ)
Ecu
_Q
3
LLI
s

.c U)
-1-1 :

o m

Q U
@ 3
r: 'Q

C

C
m  O
m cm

U
G)

"9
m 9
3  D .
< •

q)
c
G)k

-LJC(D
ERumfu
3"
UJ

N 'u.c :
D. m

7

o

5



1

m(D
u.l
z
u.l
ms
<
3
<

C
o
U)
U
G)
9
G)L
D.



in
Q
(5

Fm

i
j

I

I
/

I

= r
CHI

Flt QTY

1415

G)

. c

-HU)
s.
O

<v
4-1

8

34-»
>~

E T

>~
UP

C

GJ>
L

G)
(D
G)
3
U)
.Q
:E
C
3
E
E
Ou
G).C

- I - J

. c
U
m
cux_-I-J
3
o
.c
UP
3
oL
.c4-»

u-
o

'U
C
m
_cm
O
O

J J

U)
D.
<E

cm
:J
o
x .

.C4-»

mC
U)
4-J
s .

G)>'Uro
'UC
m
01C
8G)X
Ru
E
.c

U)
E
mL
cm
oL
Q.

m
>.
m
3
i n

m
L .

3
o
.c
x
ru
Q)
9
c
O
G»
C
3
*o
w
>
m
m
O$4

b

U')
"5 Ru
> 2
3;-» O

m G)-- cm
. 3
E o_c
8'Q u8 .c
m E

0
m
.c
G.

14-
O
m
(D
G)
C
GJ
(0
3
m
G)
>
'C
'U

O C
as
w ow
C c

*-* rt
8
E G )

u m m

4-» >4-*U)Omg
E

L O G)
Q . 5_4-J

w w w
9011/)
¢u ow3
(O m g)

mg
~c

an . _
C
G)

O
U)
G)

. , , E
8

g m
'du
w,.,3
0 3

3
' u
Lum

;

E
: _

.2
C
1-4

C
O
4-1
Q.
O

' u
m
G)
UP
rox.
3
o
U
C
UJ

GJ
m
m
. :
Q.
m
U)
GJ
m
| .
m

< g 9 s



£
I,

'o
' u

2 8
g»D .2
x.. ' U
m GJ
*-' 'u
. c
u
c
3
m
. . |

v
Q.
o
Q.
' u
c
m
L
G)
c
c
m
.Q

00c TO
m

== 3

3 8
m  n o

c

u

o .
<  3

_c

8°

m
' o
is 'D
Q. C
:s m

&
G)
on
DD
cu4-*
m

4;
. cm
o4-1

G)
>
m
m

m
L

m
E
o4-»m  ;
3 GJo 4-1m c
m 8no
c  'C S
go  (U
m 'Emm o
q; u

GJ
E . ca: +-»
>  o- 4-»
Q. c

_
ea _m
m ' o

•

99
c
'o

8 soq; ¢ Q
NvoVu Q

w o
c Ia8  c

c
3 c
< 'go
or w
> m

'u
C m
N i :

Q)
: 8% m
.Q o F
Q. cu =o 8 3

G) :E E.c Ru
D Ia >

' u
c
m

. c
3:5 . c
3 'é'
on O
c'Ka E
m a m am c
8 9 %
E a
= 8 8
N eg o

8 1 5
m 'o5 :
m

. C

• •

GJ
>

m
GI
00
<5
mVD
o :2 o
m no

>_c
3 g4-v ._c noo G)
2 Q~.-

m
no
to
Sn
m
G)

m
U)GJ:G)
a.(B
3
<

E
o
'-.
m
o.
<

ac
Z

Sn
c
o

m
_u
c

E
- E
m u

E

I

I



tI
z4

s

3

H

m
05

8
G)u
_m
=

QE

liiii

D m

giiig

gin;

!i!llllll§

:al

ii! plane

3
3

1
i

§

I

3
J
nm
| ;

u

8
L
8
>~

s
x
'E
n

m
c

-9
3.
o
* =
8.9
>~ m

SE
Ein:
as

QQ.
Ru

6

8=m
'o:
m
4
w0105
.fsm
go-=m

:
.E*
m
n.

Eu
:
Q
4:
8
4 :
8
o
=
u
=
m
UI
E
_Q
<



•

C
O

:E
U)
C
Ru
s.
-I-)

c
:E
m

m|.
|-

G)
-l-J
Ru
5.

3
G)
Z

\



N

I .9

ng
§!1 Ni
if;

ill

in

i;! 3:

Elf

855851
off

iii ll

383 :ii
il--1 ' H1.8541 ilea

m
E
o
8
GJ
8
8
Q
E
m
m

181118

ul-

C
m

(5
4-1 I;

U) E
C
O

:*: . '
m
C
Ru
4-1

u

m

E

G)
m
N
. :
n

o

u-
(D D.

E 8
GMO 8 L.. Zu

C
O

:';'
U)
C
mL
-1-)

m

m
G)

' u O

q -
o
ms.
G.)
E
O
4-1
U)
3
u

_ L
'u an

U) G)-IJ
ms.

' u
C Ru
(0 'U >
G) C Q C L
ow Ru o m

.C q)Q)Q.fum 46r0
012-8 u

fu;f0 : L
: W COmEO

-- __---U_Q§0f5
3fuU7<nf°:£ O'»q)
"5"' 8 @(g_5._4-v C '-

Q E 188>04-1 aJ.;°* U L

m Org-p q)

Z n M w Q m 3 ; m
m
E >

4-1
cm

m
L

inan>
,1,1

8
18o
vmm.c
D. •

G) 6
u-

8 . ' : > o w . :
E M 0 M M M L
s_'-

~9*3CH U I I I

8
£8
08
B Ec s
m E
E E
m o
GJU
3 3

w

88G)
8Wu.-

. J G J

>

:s
.Q

G)

3
U)
c
Lu

55
D. >~o m
we
Q-oI C
cm.:
U) UG) G)
Q 4-1

(U C
9_1 Ru
m m

m 8G )
E 4-J

.<7» >~
m

8
*  w

UO
s...

Q.

cu
-IJ
3
U
G)
X
UJ



°W
Q.
m
Hz

G)
4-»
m
L
4-F
m
GJ

. Q

' o
C
m

.c
31
3

8
| -
3mc

c
.Q
11'vo
c
mL.4-»

c
o
EE'm
c:

s..
G)
DD
OD
m
4-*
m

43
.c
m

m$-4-»
'o

_h
GJ
. c4-*
o4-1c

m

ofc
E
oUQ.

G)

:K
GD
c

E
'o
E.§

:':
m
oU
oQ.

T o
A :
OD

' o
4-F
c

' c
Q .3

o
1-

6
'U
roh

o4-v
no
c
GD
mmvo
ea
E
'o
m+4m
5¢°-\
'U
m
.c
3:
3
G)m
TB

.c
Q.
mm
GJ
C
Q)\-
m
3
m
G)

u s.
E c
e

c
o

4-vG)

m
L
G)
E
o
4-»
m
3u
00
c
u
3
'u
o
L

c
vs

g
vo
G)

m
u
:s

IL

x 45
> pa

of
g ea
u
~» 8a.< (U§. 5  * O

E c

4- v
m
G)
.Q
'U
c
m

c
o
8
6
c
c u
h
4-»

BDc
E
o
u
Q.
3
of
c
'u

s .
fu
on
w
L

c
o
8
( 5

E
5

_9c
L

m
E
O
4- »
m
3
u

'U
c
G)m
o4-»

32
X
G)
E
o
_o
w
3

.c
u
m
w
L
u

m
G)
C

'u
G)N

'o
m
o4-v
m
Q.
.c

x .

Q.
>~

m

'U
G)
m

.c
31
3
o
m
' u
's
*.:
m
E
o w

c
5

o f
m
Q.
E
fu
u
m
' o
G)
E
m
s o
m
E
G)
>
ro
V)
' U
c
m

1.2
G)

'Eu
E
4-*u
w.|.
'o "' >

co

u

w

u?
c

.Q
'5
u

gcm E
s 8~3~°ug.-
~.Q

8 2

8=8u 8 € z

s..

w

E
o

4-1
m

3
'o .c

3:
3
\-
Q4-»4-»
G)
'o
GJN

3 -cs
Q C

om
s..
G)
o.

_vs _m
us >
>4-»
cu cc w
m m

3 Ur
m

N _>
To toc c
o fn
m

G)
a.

G)4-»
mx.

G)
>
m
w
'o
c
m

u
c
m

'u
c
m

E
G)
'u
.c
it'
3

8
| -

m

'IS o
2 13
Q. 3_g _g
G)
E Jr
To 8
'g .2gag
~._..°°uoo
W w C>a.»o
_ . e ta.»

e
E
o

no
mx.
G)
>
G)
...|

L
G)
be
no
ft4-*
LD

95'
.c
m

To
C
o
m
h
GJ c
Q. cu
' c  E .
8 GJ
G) m
. 2  x.*o
' 5  C

m
E
G)
'o

m1.
G)u
c

• • • • • • • •

G)
vo
m
. c
Q.

G)
c
ou
CO

m
m

_to
'o
G)
2

3
us<

g
o
4-»

3

o
o

72
>

as
E
m o

m

53§ a
ET

JE

_cu
' u
G)
E

3
E

J!¥
GJ
E
o
_u
0
3



'0
:
;_
G)
m
u
:
(0
:
c

U)
c
m
L
|-

m
C
0
m
C
o

c
O
-I-J
Ru
U
:s
U
G)
L..
G)
E
o
-1-)
m:s
u

~¢

4

I



81U)
Q.
(5

r

I

r
l

r

;~
38
4
58
"Lu81;'5

o

8

82
=3¢|-
*-'E
E8
63
*_

| -

89§
go
so
'58'é'¢

an
c

8
a

o
VI

. o

Ch2 :

§8
u

c
c Q
843°¢7, u

<
8 'o

'T
'¢75

I

N
. 1*¢

8
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Customer Education Plan Addendum

APS Rate Review 2016

Page 3

APS engages with its customers through millions of touchpoints each year and each touchpoint is an
opportunity to create awareness and assist a customer in managing their usage. These touchpoints
include: live interactions, educational tools, smart videos, media and advertising, APS.com, and many more.
APS is committed to providing customers with information, tools and resources to make informed
decisions.

Education through Digital Plat_f9rms and Tools [Please reference Slides 9-11]

< Messages APS

demand threshold of 30 kW
for the current be for account

87283. Login to apsxom

co "view your enersv usage

Notification Center: In the Spring of 2015, APS launched new functions to

its Notification Center enabling customers to set both email and text alerts

on usage and billing thresholds customers choose. Much like customers

with mobile phone plans who set notifications when they reach text or data

amounts they designate, APS's notification center enables customers to set

energy (kwh), dollar, and peak usage (demand/kW) thresholds to notify

them when those thresholds have been reached.

ANS' The total charges for
account ' "'972B3 have
reached the estimated amount
al $100 far the current be
Thanks for using a9s<:o in

APS Mobile App: In the Spring of

2016, APS launched the APS

Customer App for both Apple and

Android phones. The mobile app enables customers to access account information, view their energy

usage and more specifically their peak usage (demand) in the context of on-peak hours. As seen on Slide

12, a customer can view their weekly or daily peak usage (demand). Usage is shown in both off-peak (blue)

and on-peak (green) hours. A customer can select any point of the graph to see what their peak usage

(demand) was at that time.

Peak Usage (Demand) Page:Launching in the Fail of 2016, customers will have the opportunity to gain easy

access to information regarding peak usage (demand) by showing their own history of peak usage

(demand) highs and lows over a 12 month period. For further context, customers will have the ability to

compare their peak usage (demand) to those in similarly sized homes. This customer friendly and easy-to-

navigate webpage provides customers the ability to learn how peak usage (demand) affects their bill.



Customer Education Plan Addendum
APS Rate Review 2016

Page 1

On September 29, 2016 APS presented a Residential Customer Education and Rate Transition Plan at the

third Rate Review Technical Conference. APS is submitting this addendum to highlight key points and

provide o narrative to that presentation.

Introduction

APS has proposed a robust residential education and transition plan to provide a seamless and transparent

customer journey to rates with peak usage (demand). APS is dedicated to providing customers with

information, tools and resources to make informed decisions. This comprehensive plan will provide

customers the necessary information to prepare for a transition to APS's proposed rates.

APS's Core Message: sHIFT, STAGGER, and SAVE [Please referenceSlide 5]

APS developed a core message that will be reinforced throughout the outreach plan and will provide

customers opportunities to become familiar and aware of their energy usage and opportunities to save.

Shifting use to off-peak hours, Staggering the use of major appliances and Saving through energy

conservation on their overall bill. APS has already begun promoting Shift, Stagger and Save through

newsletters, emails, APS.com and Interactive Voice Response (IVY) messaging.

3 ways to save during on-peak hours (3pm-8pm on weekdays)

Our Customers: Not Starting from Zero [Please referenceSlide 5]

APS's education and transition plan is based on experience from our current customers. It is important to

note that a significant number of APS customers are already familiar with the savings opportunities that

encompass the proposed rates.

Today...

Over 120,000 APS customers are on a Time-of-Use with Demand Rate Plan and reduce their bill by

avoiding the use of major appliances simultaneously during on-peak hours and instead utilizing

them sequentially over time. These customers have the opportunity to shift, stagger and save.

x



Customer Education Plan Addendum
APS Rate Review 2016

Page 2

Over 450,000 APS customers are on a Time of Use Rate Plan and reduce their bill by moving, or

shifting, their usage to off-peak hours and reducing their overall energy usage. These customers

have the opportunity to shift and save.

Over 480,000 APS customers are on a Standard Rate Plan and know how to reduce their bill

through conservation, tools and tips. Many of these tools and tips have been provided by APS's

Demand Side Management programs enabling customers to reduce over 2 million MWH over the

past five years. These customers have the opportunity to save through conservation.

Additionally, over 260,000 customers qualify for the proposed Extra Small rate plan which does not have a

peak usage (demand) component. These customers will also have the opportunity to become familiar with

what peak Usage (demand) is and the shift, stagger and save techniques that they can deploy if they choose

to move to a rate plan with peak usage (demand).

Create a Transition Strategy Based on Experience From Our Current Customers

~1.0M Residential Customers

Commitment: APS is committed to our customers and has built an education and outreach plan around

our customer's needs [Please reference Slides 7-8]

The objective of APS's education and outreach plan is five-fold: (1) drive awareness of peak usage (demand)
rate structures, (2) acknowledge customer interest and questions, (3) familiarize customers with
opportunities to save through Shift, Stagger and Save, (4) encourage customers to engage with their energy
usage and become familiar with peak usage (demand), and (5) increase customer adoption of tools and
resources to facilitate peak usage (demand) awareness and control.



Levels of Engagement: Customers have

varying levels of interest to engage with

their electricity provider. Regardless of a

customer's interest in engaging, APS will

Load Profiles: It is important to understand that customers have different usage patterns depending on

their lifestyle and when they use energy most. Messaging that would be useful for a customer with one

type of usage pattern may not be useful for another customer that has a dif ferent usage pattern.

Therefore, APS plans to use tailored messaging to have the highest customer benefit and impact.

A successful customer education and transition plan begins with the customer in the center of all efforts.
This includes recognizing customers have different load profiles, individual engagement preferences, as
well as, varying interests in how communications are received.

APS is also committed to engaging with customers through community outreach, open houses and events.

APS has already delivered over 50 in-person presentations around the State and plans to have more than

100 more community presentations during the next year. These events provide customers opportunities to

access information about peak usage, savings opportunities and resource tools. Customers have the ability

to interact with APS representatives and to have their questions answered.

Recognizing Not All Customers are the Same [Please reference Slides 13-15]

Education through Community Outreach [Please reference Slide 12]

l

Additionally, the webpage provides tips, personalized education tools and other resources to help

customers save money.
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provide customers with the ability to access information, tools and data. APS's education plan addresses all

types of customers and their individual engagement preferences. Customers will have the option to receive

their preferred level of information.

Communication Methods: Customers vary in how they want to receive information and communications.

Some customers may respond well to bill inserts or social media whereas some customers only want to talk

to a live person in the customer care center. APS's education plan takes into account these customer

preferences and has built in a variety of communication methods to reach all customers.

Phases of Outreach: Awareness, Transition, Transition and Beyond [Please reference Slide 17]
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Transition and Beyond
Ongoing customer
education

Transition
- New rate transition

Awareness
- Pre-decision

APS has outlined a three-phased approach to transition customers through their journey to the new rate

plans. These three phases include Awareness, Transition as well as Transition and Beyond, and will provide

engagement, enablement and touchpoints focused on giving the customer the level of information and

tools commensurate with their own level of interest. APS is committed to creating a seamless and

transparent journey for our customers through a comprehensive education and transition plan. APS

believes that a successful education and transition plan centers around its customers and two-way

communication is critical. Therefore, in each of the three phases, APS will leverage community outreach,

customer care calls, social media, customer research and consumer advocates to ensure messages are

resonating with customers.

Awareness Phase [Please reference Slides 19-21]

APS is using the time prior to receiving a decision in its rate case to educate customers about energy usage

and Shift Stagger and Save in the context of their current rate plan. APS is also focusing education efforts

on the key and easy messaging around time-of-use, staggering major appliance use and saving through

conservation. This phase will also drive awareness, adoption and usage of APS tools and programs further

enabling APS customers. As of October 2016, multiple educational efforts have already begun. These



Smart Video: This personalized video will be used to communicate with customers, notify them of their

specific rate change and to further reinforce ways to save on their bills through Shift, Stagger and Save.

These videos, delivered through email, text and account access on aps.com, are customized for each

customer and "speak" to them by name and display content based on their individual usage. The video will

explain how the customer will be transitioned to the best rate based on their historical usage and will

clearly communicate when their new rate will go into effect. The video will conclude by drawing the

customer into APS's enabling tools, more information regarding the various rate plans, comparison tools

and additional tips on how to save on their new rate.

Welcome Kit: This customized welcome kit will include a

personalized migration letter, magnets and additional

education and information tools.

Post-rate case decision, APS will deploy its transition phase, notifying customers of upcoming change of

rate plans and movement to new rate plans based on their historical usage and the best, most cost

effective rate plan for them. APS will further reinforce the Shift, Stagger and Save message while further

driving tools and information facilitating customers to become familiar with their new rate plan. This phase

will leverage customer segmentation and APS will communicate with customers through personalized

direct mail, smart video, social media, community partnerships, notifications and many other channels. in

addition, all customers will receive a "Welcome Kit" in the mail. The goal of this phase is to ensure

customer readiness for new rate plans as well as APS

business readiness to meet customer needs.

Transition Phase [Please reference Slides 23-24]

include: (1) newsletters and emails with Shift, Stagger and Save messaging, (2) targeted banner and pop up

ads on APS.com, (3) IVY messaging as customers dial into the customer care center, (4) and live interactions

through open houses and community events.
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Personalized Migration Letter: A custom rate migration letter will be provided to customers in both email

and direct mail. This personalized letter will show the customer's rate plan options, highlight the best rate

based on the customer's historical usage, and when the customer will be transitioned to their new rate.

The letter will also provide the customer additional information about on-peak and off-peak times, and how

to save money using Shift, Stagger and Save.

Example of Personalized Migration Letter

We are Introducing new residential rate plans that give you the opportunity to save by simply managing when
and how you use energy

To help you maximize your savings. we've calculated your annual energy costs based on your current usage
fathers. With this analysis. we've selected the best plan for you-plan m. vlad wm automatkally move you
to Plan m on (Insert Month/year). Therefore. no action Is nqulred on your part. However. If you would like to
compare and view au your plan options. visit aps.com/lindmyplan or cal 800-#tW-0888.

Understanding when and how you use energy matters.

why the change?

weekdays from 3pm-8pm. when most Arizonans are coming homo. is when the demand for energy is nigh.
causing the price of etectncity to Increase. This time of day is known as on-peak. To help manage the Ewan:
demand of energy AND help you save money. our new rate plans encourage the use of electricity during OfI'~
peak hours when the price of electricity as lowes:

On-Peak

Peak Usage

Off-Peak

$1.200 peryaa; $1.350 per year

€s1lmatdannudelectnchlsungyoulailzmclllualnsagedatannewrltqnleas

Your rate plan will be changing as of [DATE TO COME]
Here's what you need to know.

3 ways to save during on~peak hours <3pm~apm on weekdays)

Your Nghest one hour of on-peak energy use during a
bllllng cycle (also referred no as "del rand"). You can save
money by making mau changes to vs peak usage.

monday-prlaa4 3pm-8pm. when energy use is hmm
and doctriclty Is more oxpenslvo.

Monday-Friday8pm-3pm and all day Saturday and
Sunday. when energy use is Iowa and oloctrkity is
loss eazpenslve.
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Transition and Beyond Phase [Please reference Slides 26-27]

Lastly, it is important to continue communicating with customers after the transition phase and further

reinforce the Shift, Stagger and Save messaging. This phase emphasizes the use of two-way communication

and APS will monitor customer feedback regarding transition experiences and will answer customer

questions as they arise. The Transition and Beyond phase will include personalized communications

triggered by customer usage behaviors, provide recommended actions for a customer to save on their bill,

and seasonal tips to help customers prepare for temperature changes. This phase will leverage the use of

Social Media, Educational and Open Houses, Community Partnerships and more to encourage participation

in program alerts and other service offerings. The purpose of this phase is to refine existing tools,

potentially develop new tools and continue messaging efforts to build customer awareness.

Summary

The goal of this customer education and transition plan is to create a transparent and smooth customer

journey. The plan leverages the success of APS's current rate plans and the experience of our customers.

APS's education plan will create customer awareness of peak usage (demand) and provide helpful tools and

resources to facilitate opportunities to save.
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